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Our experience with 
hundreds  of  leading 

propane companies in 
34 states across the 

country over  
the last 25 years. 

 

 

 

What Informs Our Advice  



What Informs Our Advice 

Our work with  
19 fuel associations, 

which gives us  
unique insights and 

hundreds of thousands 
of data points. 

 



What Informs Our Thinking 

54% 
57% 57% 

61% 

39% 
36% 35% 

28% 

3% 3% 3% 4% 

Home Heating Water Heating Indoor Cooking Clothes Drying

Very Satisfied Somewhat Satisfied Not Satisfied

Proprietary  market 
research into the 

buying decisions of  
propane consumers  

 
 

 



How Much? 

 < 4,000 4,000-12,000 > 12,000 

Marketing $ per  
Active Customer 

$30 $25 $28 

Marketing $ As A  
% of Gross Profit 

4.8% 3.9% 4.8% 

Benchmarking with 60 Fuel Companies 



Marketing Mix 

Internet and Social 37% 24% 22%

Marketing Personnel 18% 23% 24%

Direct Mail to Prospects 9% 11% 5%

Radio 7% 10% 9%

Customer Communications 6% 9% 6%

Yellow Pages 5% 6% 1%

Print Advertising 4% 6% 4%

Donations/Sponsorships 4% 3% 5%

Guerilla Marketing 3% 3% 5%

Other 3% 2% 4%

Logos, Signage, Vehicle Wraps 3% 2% 5%

Television 1% 2% 10%

Trade Shows 1% 1% 1%

Less than 4,000 

Customers

4,00-12,000     

Customers

12,000+           

Customers



GETTING THE TACTICS RIGHT 



Start with your Brand 

Make yourselves look like 
the BEST CHOICE  to your 
target customers, and 
find multiple ways to 
reinforce It.  



The purpose of branding is to differentiate your company  in the 
marketplace and to get consumers to identify it as different, better, 
special, so they feel they have  good reasons to buy from you at the 
prices you want to charge  

Brand Strategy 

Start by asking: What do we want people to think about us? Then 
figure out all the ways to get that across.   



Family-owned Local Cheapest 

What Matters Most to 
Residential Propane Customers? 
 

Dependability Safety Reasonable prices 

Nice Easy/Convenient Efficiency 

What is overrated? 



Two Examples of Companies We’ve 
Worked with to Make Their Brand 
More Meaningful 
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A Digital World 

1998: 
❌ Don’t get in strangers’ cars 
❌ Don’t meet people from the internet 

2018: 
✔ Literally summon strangers from the internet  

so you can get in their cars.  



How Do We Spend Our Time?  

5.5 Hours per day online 



Google Ad Revenues— 
Follow the Money  



Total media spend –  
Digital Ascending 
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65% Consider Reviews 



How Propane Consumers 
Research Appliance Purchases 

Warm Thoughts Market Research 

17% 

41% 

47% 

52% 

59% 

62% 

Paid review and screening services such as Angie's List

Recommendation from installer or contractor

Employees at stores such as Home Depot, Lowe's and ACE

Recommendation from family, friends, covorkers, and neighbors

Online Research

Read Consumer Reviews



24.8% 

41.0% 

34.2% Social Media Marketing

SEO

PPC

Cover All Your  
Digital Bases 

2017 Study of Relative Impact on Lead Generation 



What is the purpose  
of your website? 

■You have the products and services I am looking for. 

■You are in my local area.  

■You are somebody I want to do business with. BRAND! 

DON’T: 
• Lots of photos of trucks and tanks. 
• Lots of old photos of your company 

from 50 years ago.  
• Outdated design.  
• Out of date content. 

 
DO: 
• Customer Reviews. 
• Real people pics.  
• Contemporary MOBILE-FIRST 

design. 
• Strong calls-to-action. 
• Search engine optimized. 
 

#1 Capture potential customers 



■  Having a website without search engine optimization is like throwing a party 
and not sending out any invitations. 

DON’T: 
• Write your content just for your 

customers. 
• Think your website is done when 

you launch it. 
• Tolerate slow page-load speed, 404 

errors, and other crawl errors. 
• Go short with content.  

DO: 
• Keyword rich copy. 
• Regular review of analytics and 

adjust to improve rankings. 
• Add new copy added regularly 

(keyword rich blogs, press releases, 
newsletters). Location pages. 

• Google My Business! 

What is the purpose of  
your website? 

Search Engine Optimization is King 



This company showed up on page 5 of the 
Google search engine results for “propane 
delivery Albuquerque” despite the fact that 
they are located in the area. 

Reasons: Keywords in the headers are 
“prompt gas delivery services” and “get a 
gas cylinder delivered to your home.” Most 
searches for propane use the word propane, 
not gas. Also the headers don’t have any 
location references so the site won’t rank for 
them.  

To rank on page 1, they would have to make 
all headlines throughout the site keyword 
rich. 

POOR SEO 



■ Give your customers a reason to go to your website (online bill 
pay) and then promote the heck out of what you sell. 

COUNTER-INUITIVE TIP… 
Have robust content about propane appliances,  

whether or not you install them.  

What is the purpose of  
your website 

#2 Get existing customers to buy more from you 



Engaging image, clean 
navigation, optimized for 
search 



Highlighting reviews with links to 
more of them 



Frequent blog posting drives 
traffic to the site if it is keyword 
driven. Tax credits, hot water 
installations, propane generators, 
etc. 



Use real photos of your people 
Communicate your brand 



Specific content to address 
common questions – what’s the 
difference between a vented and 
a vent free fireplace. Note, that 
would also make a great blog post 
because there is search on that 
topic 



KEYS TO SUCCESS: 

• Set the right budget 

• Track your results 

• Listen to your calls! 

Search Engine Marketing 
 ■  Paid search:   Pay Per Click, Display,  

 Retargeting, etc. 

■ Expect Cost Per Click -$4-6* 

■ Potential Cost per Call - $15-$30* 



Socialize 

KEYS TO SUCCESS: 

• All work and no play makes Jack a dull boy. 

• Likes are important but engagement is king. 

• Respond to negative comments QUICKLY and KINDLY,  
then take it offline. 

• Post every day. 

• Experiment with advertising. 

■ If Facebook were a country, it would be the largest in the world.   

■Facebook Ad revenue is skyrocketing  

■Prospects come to see what you are like, who you are.    



Winning at Direct Mail 

■A Good List is Essential 

■ Frequency + Reach 

■Creative includes offer 

■ Put a tracking number on it 

■ Test: list, offers, creative, frequency,  



What are they thinking? 



 19 

44% 

53% 

56% 

60% 

62% 

63% 

65% 

66% 

Pool Heating

Clothes Drying

Space Heating

Indoor Cooking

Fireplace

Home Heating

Generator

Water Heating

Combined Very and Somewhat Likely  

Likely To Replace with Propane 

If you don’t use propane for each of these categories, how likely are you to replace your unit with propane 



Reasons For Not Purchasing a Propane Water Heater 
If Someone Doesn’t Use Propane Now for Water, and Doesn’t Intend to, Here Are The Reasons  

 31 

4% 

8% 

11% 

19% 

23% 

27% 

31% 

41% 

Lower Quality Product

Not Good For The Enviornment

Not A Good Value

Less Energy Efficient

Too Difficult To Install

Didn't Know Propane Water Heaters Were Available

Costs More To Operate

Safety Concerns

Base: 75 respondents who indicated that they are unlikely to choose a propane fueled water heater on their next purchase  



Reasons For Not Purchasing a Propane Heating System 

 23 

1% 

9% 

11% 

11% 

11% 

13% 

19% 

19% 

37% 

Propane is bad for the environment

Operating costs would be too high

It was less energy efficient than other options

Too costly to convert from another fuel

The system was too expensive

I didn't think that a propane-fueled system was even…

It was not recommended by the installer

Safety concerns

Never thought to consider a propane-fueled system

Base: 70 respondents who replaced their home heating system and chose not to purchase a propane fueled system.  

If you chose another fuel when you replaced your heating system, why didn’t you choose Propane 



 35 

7% 

35% 

20% 

24% 

28% 

32% 

33% 

34% 

34% 

None of these

Don't know

Install fireplaces/artificial log sets/outdoor fire pits

Install home appliances

Repair and maintain home appliances

Install home heating systems

Repair and maintain water heaters

Repair and maintain home heating systems

Install water heaters

Base: Total = 775  

Services Offered by Propane Delivery Company 



 Don’t buy radio spots just because the sales person is persistent. 

 Don’t  advertise on college football because you like the team. 

 Put a tracking number on your sacred cows.  

 Your history matters to you more than to your prospect.  

 Are you really still spending a lot on Yellow Pages?  

 Test and track but be careful about attribution 

 Changing Customer service approach doesn’t happen with one 
training session 

 
 

Some Final Thoughts 



If you’d like to discuss this, or how our 
company might help you generate 
Breakthrough Results, just call or email. 
bgutkin@warmthoughts.com 
tjaenicke@warmthoughts.com 
 
201-339-9276  Xt222  
 

mailto:bgutkin@warmthoughts.com
mailto:tjaenicke@warmthoughts.com

